




Complaint Tracking for ALABAMA 
06/01/2017 Thru 05/31/2018 

 
Total Customer Contacts = 2 
 

Tally Nature of Complaint Date of 
Resolution Explanation of Resolution 

1 

The customer stated that this Communication Assistant refused 
to process their calls. Customer stated that the same number 
was given twice and the Communication Assistant indicated to 
the customer that the line was busy both times. Customer 
requested agent for their Communication Assistant ID and the 
agent refused to provide his/her Communication Assistant ID. 
Customer decided to disconnect this call and immediately 
called back into relay. The same number was given and the call 
was placed and customer was able to have a conversation. 
Customer felt that the Communication Assistant was not doing 
their job. Supervisor apologized for the inconvenience and 
assured the customer that this will be forwarded to appropriate 
personnel. Customer did not want a follow up. 
 

07/11/2017 

Supervisor met with the Communication 
Assistant and explained to always give the 
customer their ID and to always process 
calls. The Communication Assistant stated 
that the line was busy and Communication 
Assistant did give their ID number. Agent 
followed procedure. 

2 

Customer says that garbling happens all the time now when 
using the relay service. Customer did not have any relay 
operator's ID numbers to report. Relay Care Support Response: 
Apologized for the problem and assured that a trouble ticket 
would be turned in on the problem. Trouble Ticket submitted. 

01/22/18 

2/7/2018: According to the comments left 
by the Information Technicians and 
Customer Service on the trouble tickets, 
this is a known issue with several other 
consumers. Working on a new platform to 
prevent future garbling. Calls were made to 
this customer to keep informed on updates. 
Since the migration was completed, there 
have been no further issues. 

 






